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(54) POSITION INFORMATION SYSTEM AND DISPATCH SUPPORTING SYSTEM 



(57) A position information system (101) obtains po- 
sition information (latitude and longitude) of a dispatch 
location from a telephone number/address DB (113) or 
an address/position information DB (114) based on the 
sender telephone number of a telephone (1 03) of a cus- 
tomer or the like requesting the dispatch. A display con- 
trol portion (132) obtains map images of the vicinity of 
the dispatch location from a map DB (1 38) based on the 



position information, and displays these on a display 
(136) with the display location in the center Also, posi- 
tion information and the current status of each dispatch 
staff member is obtained at any time from portable ter- 
minals (1 04) of the dispatch staff members, and based 
on this information, markings representing the dispatch 
staff members in the vicinity of the dispatch location are 
displayed on the map, allowing a staff memberto be dis- 
patched to be quickly and appropriately selected. 
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1 epi; 

Description 

Technical Field 

[0001 ] The present invention relates to dispatch sup- 
port systems that employ positioning systems such as 
GPS (global positioning system) or PHS (personal 
handyphone system) so as to quickly dispatch a dis- 
patch staff member to customer facilities or the like, and 
more particularly relates to dispatch support systems 
that employ (1 ) position information systems that specify 
and output position information on the location of a tel- 
ephone based on the transmission number of the tele- 
phone when a call is received, and (2) position display 
systems that display a map on a display based on the 
position information that is obtained. 

Background Art 

[0002] Conventionally, systems for improving cus- 
tomer service by employing a customer support center 
or the like as a reception desk to field telephone calls 
from customers and contact a "customer relations coor- 
dinator" (dispatch staff member) and direct him toward 
the customer, when there is a telephone call from a cus- 
tomer, have been adopted widely in a variety of different 
fields. 

[0003] Conventionally, one common method (first 
method) for. selecting the dispatch staff member and 
performing the dispatch command was for each dis- 
patch staff member to carry a pager, a wireless device, 
or a portable telephone, for example, and when a cus- 
tomer contacts the customer support center by tele- 
phone, the operator of the customer support center se- 
lects a suitable dispatch staff member to handle this re- 
quest and sends a command to the pager or the like of 
that dispatch staff member, instructing him to proceed 
to the customer. 

[0004] Alternatively, another method (second meth- 
od) that is widely used is for the customer support center 
to send the same message to the pagers or the like of 
all dispatch staff members at -once, and dispatch staff 
members that are capable of handling that customer re- 
quest then notify the customer support center that they 
will proceed to that customer. 
[0005] However, with the first conventional method 
mentioned above, the customer support center has no 
way to determine in real-time the current status of each 
dispatch staff member (whether he is working, on break, 
or traveling, for example) and the distance from the cur- 
rent location of the dispatch staff member to the custom- 
er to which he is to be dispatched, for example, and thus 
there was the problem that it was not always possible 
to select the most appropriate dispatch staff member to 
send to the customer. 

[0006] Also, with the second method, there was no 
way for each dispatch staff member to know the current 
status of the other dispatch staff members, so that the 
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dispatch staff member that contacts the customer sup- 
port center is not necessarily the one that can reach the 
client in the shortest amount of time. Also, if a plurality 
of dispatch staff members contact the customer support 
5 center at the same time, then, when selecting one of the 
plurality of dispatch staff members, there was the same 
problem as with the first method. 
[0007] Furthermore, when a dispatch request is made 
from a customer to the customer support center, it is first 
10 necessary to specify the address of that customer to 
which a dispatch staff member is to be dispatched when 
selecting the dispatch staff member to dispatch to that 
customer. In this case, if the address, for example, of 
the customer has been registered previously in a data- 
's base, then the address can be specified quickly. How- 
ever, if the address is not registered, such as in the case 
of a new customer, it is first necessary to ask the cus- 
tomer his address, and this was a problem because it 
precluded a fast response. 
20 [0008] In order to solve these problems, it is an object 
of the present invention to provide a position information 
system with which, when a customer or the like makes 
a telephone call, the position of the customer or the like 
can be determined quickly based on the sender tele- 
25 phone number, and also to provide a dispatch support 
system with which a quick and reliable response is pos- 
sible by determining the location and the current status 
of each dispatch staff member and appropriately select- 
ing the staff member to be dispatched from the customer 
30 support center. 

Disclosure of the Invention 

[0009] To achieve the above objects, a position infor- 
35 mation system of the invention includes a telephone 
number obtaining portion for obtaining a sender tele- 
phone number when a telephone call is received, and a 
position information obtaining portion for obtaining po- 
sition information on the sender telephone using a da- 
40 tabase with which the location where that telephone is 
installed can be specified from the telephone number. It 
should be noted that it is only necessary that the data- 
base allow the position information obtaining portion of 
the present position information system to use data 
45 stored therein directly or indirectly, and the database is 
not an essential component of the present position in- 
formation system. 

[0010] With the above configuration, it is possible to 
provide a position information system with which posi- 

50 tion information on the source of the transmission can 
be obtained from the number of the sender telephone, 
so that even if a telephone call is received from an un- 
known party, the location of the other party on the line 
can be determined quickly. 

55 [0011] In the above position information system, it is 
preferable that the position information is an address of 
the location where that sender telephone is installed. 
[0012] In the above position information system, it is 
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preferable thai the position information is the latitude 
and the longitude of the location where that sender tel- 
ephone is installed. 

[001 3] To solve the foregoing problems, a position dis- 
play system of the present invention uses any one of the 
foregoing position information systems, and includes a 
display, a map database storing map image data, and a 
display control portion that, when a telephone call is re- 
ceived, obtains map image data on a region correspond- 
ing to position information from the map database and 
displays these on the display based on the position in- 
formation of the sender telephone that is obtained by 
the position information system. 
[0014] Thus, it is possible to provide a position display 
system that can obtain position information on the trans- 
mission source from the sender telephone number, and 
based on this position information, can display a map of 
the transmission source on the display. Consequently, 
even if a telephone call is received from an unknown 
party, the location of the other party on the line can be 
quickly determined with the map on the display. 
[001 5] In the above position display system, it is pref- 
erable that the map image data that are obtained from 
the map database are map image data in which the 
sender telephone is located in the center. Thus, the lo- 
cation of the other party on the line can be displayed on 
the map in such a manner that it is in the center of the 
display, and thus the appearance of the area around the 
other party can be ascertained without scrolling the 
screen. 

[001 6] Also, in the above position display system, it is 
preferable that the position display system further in- 
cludes a mobile information storage portion for storing 
mobile information that is transmitted from mobile ter- 
minals and that includes position information on the mo- 
bile terminals, and that the display control portion dis- 
plays markings representing the mobile terminals on the 
map of the display based on the mobile information ob- 
tained from the mobile information storage portion. 
[001 7] Thus, for example, by having the dispatch staff 
members carry mobile terminals, the distribution, for ex- 
ample, of the dispatch staff members in the vicinity of 
the other party on the line can be confirmed on the dis- 
play. Consequently, staff members can be dispatched 
quickly, for example, to the location of the other party on 
the line. 

[0018] Furthermore, in this case, it is preferable that 
the mobile information further includes information rep- 
resenting a current status of the staff member carrying 
that mobile terminal. Thus, it is possible to ascertain not 
only the location of the staff members carrying the mo- 
bile terminals but also the status of that member (for ex- 
ample, whether he is at work, traveling, or on break), 
and this allows a dispatch staff member to be selected 
quickly and appropriately. 

[0019] Also, a first storage medium according to the 
present invention is a computer-readable storage medi- 
um that stores a program executing a process for ob- 



taining a sender telephone number when a telephone 
call is received and for obtaining position information on 
the sender telephone using a database with which the 
location where that telephone is installed can be speci- 
5 fied from the telephone number. The position informa- 
tion system of the invention can be achieved by reading 
the program stored on this storage medium to a compu- 
ter and executing it. 

[0020] A second storage medium according to the 

w present invention is a computer-readable storage medi- 
um that stores a program executing a process for ob- 
taining a sender telephone number when a telephone 
call is received, obtaining position information on the 
sender telephone using a database with which a loca- 
ls tion where that telephone is installed can be specified 
from the telephone number, obtaining map image data 
on a region corresponding to the position information us- 
ing a map database storing map image data, and dis- 
playing obtained map image data on a display. The po- 

20 sition display system of the invention can be achieved 
by reading the program stored on this storage medium 
to a computer and executing it. 
[0021 ] To achieve the above objects, a dispatch sup- 
port system of the present invention is a dispatch sup- 

25 port system that includes terminal devices carried by 
dispatch staff members and a management device for 
supporting dispatch of the dispatch staff members, 
wherein the terminal devices include a position informa- 
tion obtaining portion for obtaining information on its lo- 

30 cation from a positioning system, an input portion for the 
dispatch staff members to input status data expressing 
their status, and a communications portion for transmit- 
ting position information obtained by the position infor- 
mation obtaining portion and status data input through 

35 the input portion, to the management device, and 
wherein the management device includes a communi- 
cations portion that communicates with the terminal de- 
vices, a dispatch staff member information storage por- 
tion storing dispatch staff member information on each 

^0 dispatch staff member, including position information 
and status data received from the terminal devices, and 
a support processing portion that, when there is a re- 
quest for dispatch, performs a process for supporting 
selection of a staff member to dispatch to a dispatch lo- 

45 cation based on dispatch location information including 
position information on the dispatch location and dis- 
patch staff member information on the dispatch staff 
members that is obtained from the dispatch staff mem- 
ber information storage portion. 

50 [0022] According to the above configuration, status 
data representing the status of the dispatch staff mem- 
bers and position information are transmitted to the 
management device from the terminal devices carried 
by the dispatch staff members. Thus, it is possible to 

55 provide a dispatch support system that can support the 
selection of an appropriate dispatch staff member, when 
there is a dispatch request, based on the location and 
the status of each dispatch staff member, it should be 
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noted that the process for supporting dispatch staff 
member selection that is performed by the support 
processing portion is not limited to a process for speci- 
fying a single dispatch staff member to be selected as 
the staff member to be dispatched, and for example may 
be a process for easing the selection of dispatch staff 
members, such as a process for displaying information 
that serves as a selection criterion and a process for nar- 
rowing down the number of candidates. 
[0023] In the above dispatch support system, it is pref- 
erable that the management device further includes a 
telephone number obtaining portion for obtaining the 
sender telephone number when a telephone call is re- 
ceived, and a position information obtaining portion for 
obtaining position information on the sender telephone 
using a database with which the telephone number and 
a location where that telephone is installed can be spec- 
ified, and that the support processing portion uses po- 
sition information obtained by the position information 
obtaining portion as position information on the dispatch 
location. 

[0024] With this configuration, the location where a 
telephone is installed is specified from the telephone 
number of an incoming call and is used as position in- 
formation on the dispatch location, and thus it is not nec- 
essary for the customer orthe like requesting a dispatch 
to say his address, for example. Thus, a dispatch sup- 
port system that allows a faster response can be pro- 
vided. 

[0025] In the above dispatch support system, it is pref- 
erable that the support processing portion in the man- 
agement device includes a display and a display control 
portion, and that the display control portion, when there 
is a dispatch request, displays a map of the area sur- 
rounding the dispatch location on a display in such a 
manner that the dispatch location is located in a screen 
center portion based on the position information of that 
dispatch location, and also displays markings repre- 
senting dispatch staff members in the area surrounding 
the dispatch location at the locations of the dispatch staff 
members in the map that is displayed on the display, 
based on the position information of the dispatch staff 
members included in the dispatch staff member infor- 
mation. 

[0026] With the above configuration, the locations of 
dispatch staff members in the area are displayed on the 
map of the area surrounding the dispatch location on 
the display of the management device, and thus it is pos- 
sible to determine the distance between the dispatch lo- 
cation and each dispatch staff member. Moreover, the 
map is displayed such that the dispatch location is lo- 
cated in the center of the screen, and thus with one 
glance it is possible to grasp the positional relationship 
between the dispatch location and each dispatch staff 
member without having to scroll the screen, for exam- 
ple. Consequently, it becomes easy to select staff mem- 
bers for dispatch. 

[0027] Intheabovedispatchsupportsystem, itis pref- 



erable that the display control portion sets the markings 
representing the dispatch staff members in the area sur- 
rounding the dispatch location to a display condition cor- 
responding to the status of the dispatch staff members 
s based on status data of the dispatch staff members, 
which are included in the dispatch staff member infor- 
mation. 

[0028] With the above configuration, the status of 
each dispatch staff member can be confirmed on the 

10 display of the management device. Thus, it becomes 
even easier to select a staff member to dispatch. It 
should be noted that the appearance of the markings 
representing the dispatch staff members that display the 
status of the display status members can not only be 

15 different in shape, design, or color to correspond to the 
status of the dispatch staff members, but also may in- 
clude the addition of symbols or written information ex- 
pressing the status of the dispatch staff members to the 
markings. 

20 [0029] In the above dispatch support system, it is pref- 
erable that the support processing portion in the man- 
agement device further includes a selection portion for 
selecting an appropriate staff member to be dispatched 
to the dispatch location from the dispatch staff members 

25 in the area surrounding the dispatch location based on 
the dispatch staff member information on each dispatch 
staff member, which is obtained from the dispatch staff 
member information storage portion. 
[0030] With the above configuration, an appropriate 

30 dispatch staff member is selected by the selection por- 
tion of the management device, and as long as this se- 
lection can narrow down the candidates, is not limited 
to specifying one dispatch staff member. 
[0031] In the above dispatch support system, it is pref- 

35 erable that the management device further includes an 
information provision portion for transmitting dispatch 
staff member support information to the terminal devic- 
es of dispatch staff members via the communications 
portion. 

40 [0032] With the above configuration, it is possible to 
transmit dispatch staff member support information, 
which is helpful for work at the dispatch location, to the 
terminal device of the dispatch staff member, so that the 
work efficiency of the dispatch staff member at the dis- 

45 patch location can be improved. 

[0033] In the above dispatch support system, it is pref- 
erable that the dispatch staff member support informa- 
tion includes information relating to service cases at that 
dispatch location. 

so [0034] With the above configuration, records of serv- 
ices performed in the past at that dispatch location are 
transmitted to the terminal device of the dispatch staff 
member as dispatch staff member support information. 
Thus, the dispatch staff member can perform his task, 

55 for example, at the dispatch location while referencing 
past cases, and thus not only is the work efficiency of 
the dispatch staff member improved, but it is also pos- 
sible to provide service of the same quality at the dis- 
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patch location even if the dispatch staff member is dif- 
ferent. 

[0035] In the above dispatch support system, it is pref- 
erable that the dispatch staff member support informa- 
tion includes information relating to identical cases. s 
[0036] With the above configuration, information re- 
lated to identical cases is transmitted to the terminal de- 
vice of the dispatch staff member as dispatch staff mem- 
ber support information, so that there is the benefit that 
by the dispatch staff members using this information io 
when handling a case in which they have no experience, 
for example, their work efficiency is improved and the 
quality of service provided at the dispatch location is im- 
proved. 

[0037] Also, to achieve the foregoing objects, a man- 15 
agement device of the present invention is a manage- 
ment device for communicating with terminal devices 
carried by dispatch staff members in a dispatch support 
system so as to support the dispatch of the dispatch staff 
members, wherein the terminal devices transmit to the 20 
management device position information on their loca- 
tion obtained from a positioning system and status data 
that express a status of the dispatch staff member and 
that are input by that dispatch staff member. The man- 
agement device includes a communications portion for 25 
communicating with the terminal devices, a dispatch 
staff member information storage portion for storing dis- 
patch staff member information on each dispatch staff 
member, including position information and status data 
received from the terminal devices, and a support 30 
processing portion that carries out a process for sup- 
porting selection of staff members to dispatch to the dis- 
patch location, when there is a dispatch request, based 
on the dispatch location information including position 
information on the dispatch location, and dispatch staff 35 
member information on the dispatch staff members, 
which is obtained from the dispatch staff member infor- 
mation storage portion. 

[0038] According to the above configuration, the man- 
agement device receives status data representing the -*o 
status of the dispatch staff members and position infor- 
mation from the terminal devices carried by the dispatch 
staff members. Thus, it is possible to provide a manage- 
ment device that can support the selection of an appro- 
priate dispatch staff member based on the location and 45 
the status of each dispatch staff member when there is 
a dispatch request. It should be noted that the process 
for supporting dispatch staff member selection that is 
performed by the support processing portion is not lim- 
ited to a process for specifying a single dispatch staff so 
member to be selected as the staff member to be dis- 
patched, and for example may be a process for easing 
the selection of dispatch staff members, such as a proc- 
ess for displaying information that serves as a selection 
criterion and a process for narrowing down the number 55 
of candidates. 

[0039] In the above management device, it is prefer- 
able that the support processing portion includes a dis- 
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play and a display control portion, and that the display 
control portion, when there is a dispatch request, dis- 
plays a map of the area surrounding the dispatch loca- 
tion, based on the position information of the display lo- 
cation, on the display in such a manner that the dispatch 
location is located in a screen center portion, and dis- 
plays markings that represent dispatch staff members 
in the area surrounding the dispatch location at the lo- 
cations of the dispatch members in the map that is dis- 
played on the display, based on the position information 
of the dispatch staff members included in the dispatch 
staff member information. 

[0040] With the above configuration, a map of the ar- 
ea surrounding the dispatch location is displayed on the 
display, and the location of dispatch staff members in 
the area are displayed on the map of the area surround- 
ing the dispatch location on the display of the manage- 
ment device, and thus it is possible to determine the dis- 
tance between the dispatch location and each dispatch 
staff member. Moreover, the map is displayed such that 
the dispatch location is located in the center of the 
screen, and thus with one glance it is possible to grasp 
the positional relationship between the dispatch location 
and each dispatch staff member without having to scroll 
the screen, for example. Consequently, it becomes easy 
to select staff members for dispatch. 
[0041] In the above management device, it is prefer- 
able that the display control portion sets the markings 
that represent the dispatch staff members in the area 
surrounding the dispatch location to a display status that 
corresponds to the status of the dispatch staff members 
based on the status data of the dispatch staff members 
included in the dispatch staff member information. 
[0042] With the above configuration, the status of 
each dispatch staff member can be confirmed on the 
display of the management device. Thus, it becomes 
even easier to select a staff member to dispatch. It 
should be noted that the appearance of the markings 
representing the dispatch staff members that are set to 
a display condition that corresponds to the status of the 
display status members can not only be different in 
shape, design, or color to correspond to the status of 
the dispatch staff members, but may also include the 
addition of symbols or written information expressing 
the status of the dispatch staff members to the markings. 
[0043] In the above management device, it is prefer- 
able that the support processing portion further includes 
a selection portion for selecting an appropriate staff 
member as the dispatch staff member from the dispatch 
staff members in the area surrounding the dispatch lo- 
cation based on the dispatch staff member information, 
which is obtained from the dispatch staff member infor- 
mation storage portion. 

[0044] With the above configuration, an appropriate 
dispatch staff member is selected by the selection por- 
tion of the management device, and as long as this se- 
lection can narrow down the candidates, is not limited 
to specifying one dispatch staff member. 
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[0045] The above management device preferably fur- 
ther includes an information provision portion for trans- 
mitting dispatch staff member support information to the 
terminal devices of the dispatch staff members via the 
communications portion. 

[0046] With the above configuration, it is possible to 
transmit dispatch staff member support information that 
is helpful for the task at the dispatch location to the ter- 
minal device of the dispatch staff member, so that the 
work efficiency of the dispatch staff member at the dis- 
patch location can be improved. 
[0047] In the above management device, it is prefer- 
able that the dispatch staff member support information 
includes information relating to service cases at that dis- 
patch location. 

[0048] With the above configuration, records of serv- 
ices performed in the past at that dispatch location are 
transmitted to the terminal device of the dispatch staff 
member as dispatch staff member support information. 
Thus, the dispatch staff member can perform his task, 
for example, at the dispatch location while referencing 
past cases, and thus not only is the work efficiency of 
the dispatch staff member improved, but it is also pos- 
sible to provide service of the same quality at the dis- 
patch location even if the dispatch staff member is dif- 
ferent. 

[0049] In the above management device, it is prefer- 
able that the dispatch staff member support information 
includes information relating to identical cases. 
[0050] With the above configuration, information re- 
lated to identical cases is transmitted to the terminal de- 
vice of the dispatch staff member as dispatch staff mem- 
ber support information, so that there is the benefit that 
by the dispatch staff members using this information 
when handling a case in which they have no experience, 
for example, their work efficiency is improved and the 
quality of service provided at the dispatch location is al- 
so increased. 

[0051] To achieve the foregoing objects, a terminal 
device of the present invention is a terminal device car- 
ried by each dispatch staff member in a dispatch support 
system that includes a management device for support- 
ing dispatch of the dispatch staff members, wherein the 
management device includes a communications portion 
for communicating with the terminal device and a dis- 
patch staff member information storage portion storing 
dispatch staff member information that includes position 
information and status data received from the terminal 
device of each dispatch staff member, and when there 
is a dispatch request, the management device performs 
a process for supporting selection of a dispatch staff 
member to dispatch to a dispatch location based on dis- 
patch location information including position information 
oh the dispatch location and dispatch staff member in- 
formation on the dispatch staff members, which is ob- 
tained from the dispatch staff member information stor- 
age portion, and wherein the terminal device includes a 
position information obtaining portion for obtaining po- 



sition information of the terminal device from a position- 
ing system, an input portion with which the dispatch staff 
members input status data expressing their status, and 
a communications portion for transmitting position infor- 
5 mation obtained by the position information obtaining 
portion and status data input through the input portion 
to the management portion. 

[0052] With the above configuration, status data rep- 
resenting the status of each dispatch staff member and 

10 position information are transmitted from the terminal 
device carried by each dispatch staff member. Thus, it 
is possible to support the selection of an appropriate 
staff member to dispatch to the dispatch location when 
there is a dispatch request based on the location and 

15 the status of each dispatch staff member. 

[0053] In the above terminal device, it is preferable 
that dispatch staff member support information is trans- 
mitted from the management device to the terminal de- 
vice of the dispatch staff members, and that the terminal 

20 device further includes a display and receives the dis- 
patch staff member support information through the 
communications portion and displays the dispatch staff 
member support information on the display. 
[0054] With the above configuration, the dispatch staff 

25 members can view, on the display of their terminal de- 
vice, dispatch staff member support information that is 
useful for the task at the dispatch location, and thus the 
work efficiency of the dispatch staff members at dispatch 
locations is increased. 

30 [0055] In the above terminal device, it is preferable 
that the dispatch staff member support information in- 
cludes information relating to service cases at that dis- 
patch location. 

[0056] With the above configuration, records of serv- 
es ices performed in the past at that dispatch location can 
be viewed by the dispatch staff members. Thus, the dis- 
patch staff member can perform his task, for example, 
at the dispatch location while referencing past cases, 
and thus not only is the work efficiency of the dispatch 
40 staff member improved, but it is also possible to provide 
service of the same quality at the dispatch location even 
if the dispatch staff member is different. 
[0057] In the above terminal device, it is preferable 
that the dispatch staff member support information in- 
45 eludes information relating to identical cases. 

[0058] With the above configuration, information re- 
lated to identical cases can be viewed by the dispatch 
staff members on the display, so that there is the benefit 
that by the dispatch staff members using this information 
50 when handling a case in which they have no experience, 
for example, their work efficiency is improved and the 
quality of service provided at the dispatch location is im- 
proved. 

55 
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Brief Description of Drawings 



Best Mode for Carrying Out the Invention 



[0059] 



First Embodiment 



Fig. 1 is a block diagram showing the configuration 
of the dispatch support system of a first embodi- 
ment of the invention. 

Fig. 2 is a diagram that schematically shows an ex- 
ample of customer information stored in a customer 
information database provided in a clairn process- 
ing system of the dispatch support system. 
Fig. 3 is a diagram that schematically shows an ex- 
ample of customer service member information 
stored in a customer service member information 
database provided in a claim processing system. 
Fig. 4 is a block diagram showing the configuration 
of the terminal devices held by each customer serv- 
ice member in the dispatch support system. 
Fig. 5 is a flowchart showing the procedure of the 
operation of the terminal devices. 
Fig. 6 is a diagram that schematically shows an ex- 
ample of task report data stored in a task report da- 
tabase provided in the claim processing system. 
Fig. 7 is a block diagram showing the functional con- 
figuration of a claim reception computer provided in 
the claim processing system. 
Fig. 8 is a diagram showing an example of the cus- 
tomer claim reception screen that is displayed on 
the display of the claim reception computer. 
Fig. 9 is a diagram that schematically shows an ex- 
ample of claim data stored in a claim database pro- 
vided in the claim processing system. 
Fig. 10 is a block diagram showing the functional 
configuration of a dispatch order computer provided 
in the claim processing system. 
Fig. 11 is a flowchart showing the procedure of the 
operation of the dispatch order computer. 
Fig. 12 is a diagram showing an example of a map 
of the area surrounding the customer that is dis- 
played on the display of the dispatch order compu- 
ter. 

Fig. 13 is a block diagram showing a modified ex- 
ample of the configuration of the dispatch order 
computer. 

Fig. 14 is a block diagram showing the functional 
configuration of a dispatch support system accord- 
ing to a second embodiment of the invention. 
Fig. 15 is a flowchart showing the operation of the 
position information system that is included in the 
dispatch support system according to the second 
embodiment. 

Fig. 16 is a flowchart showing the operation of the 
dispatch support system after the position informa- 
tion of customer is specified by the position infor- 
mation system. 



5 [0060J Hereinafter, an embodiment of the present in- 
vention is described with reference to the drawings. 
[0061] The dispatch support system of the present 
embodiment is a customer service support system that 
is run by the manufacturer of measuring devices so as 

10 to provide after-service to users (customers) of the 
measuring devices, and in this system, calls (hereinaf- 
ter, referred to as "claims") such as questions or prob- 
lems regarding the operation, for example, of the meas- 
uring device are received from customers, and if neces- 

'5 sary, an appropriate customer service member (dis- 
patch staff member) is dispatched to that customer. 
[0062] Fig. 1 is a block diagram showing the configu- 
ration of the customer service support system of the 
present embodiment. As shown in Fig. 1, this customer 

20 service support system includes terminal devices 1 car- 
ried by each customer service member and a claim 
processing system (management device) 2 set up in the 
customer support center of the manufacturer of the 
measuring device. 

25 [0063] The terminal devices 1 have an electronic mail 
function in addition to a portable telephone function, and 
through this electronic mail function can communicate 
with a dispatch order computer 21 of the claim process- 
ing system 2 via a wide-area communications network 

30 10. It should be noted that the wide-area communica- 
tions network 1 0 includes a mobile communications net- 
work and enables communication between the claim 
processing system 2 serving as a fixed station and the 
terminal devices 1 serving as mobile stations. 

35 [0064] Also, the terminal devices 1 are internally pro- 
vided with a GPS (global positioning system) receiver 
(described later) that receives position information from 
a GPS, and the position information on the customer 
service member carrying the terminal device 1 is sent 

40 to the claim processing system 2 through electronic 
mail. 

[0065] Moreover, the terminal devices 1 have a func- 
tion for notifying the claim processing system 2 of event 
information representing the current status of the cus- 

45 tomer service members. Each customer service mem- 
ber is required to input event information to his terminal 
device 1 when he starts a particular event, such as when 
he starts working at the customer location, when he 
takes a break, or when he starts traveling, for example. 

so The event information that is input is sent to the claim 
processing system 2 through the electronic mail function 
of the terminal devices 1 . 

[0066] As described above, by each customer service 
member sending position information obtained from a 
55 GPS and the event information, which he has input, to 
the claim processing system 2 from his terminal device 
1 , the claim processing system 2 is able to determine 
the position and the current status of each customer 
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service member. 
[0067] Here, the overall configuration of the claim 
processing system 2 is described. 
[0068J As shown in Fig. 1 , the claim processing sys- 
tem 2 is configured so that the dispatch order computer 
21 , a claim reception computer 22, a customer informa- 
tion database 23, a customer service member informa- 
tion database 24, a claim database 25, and a task report 
database 26 are connected to one another via a LAN 27. 
[0069J The claim reception computer 22 is for receiv- 
ing claims from customers, and one set of a display 22a 
and a keyboard 22b is allocated to each reception op- 
erator that handles telephone calls from customers. 
Each reception operator uses the keyboard 22b to input 
data on the screen that is displayed on the display 22a 
while the operator handles telephone calls from custom- 
ers. The claim data that are input are sent to the claim 
database 25 from the claim reception computer 22 and 
stored. 

[0070] The customer information database 23 stores 
information on each customer (customer information). 
An example of customer information that is stored in the 
customer information database 32 is schematically 
shown in Fig. 2. As shown in Fig. 2, the items that are 
included in the customer information include the cus- 
tomer name, customer code, customer address, cus- 
tomer position information (customer at xxx longitude 
andyyy latitude), telephone number, and model and de- 
vice ID number of the measuring device used by that 
customer. It should be noted that the items included in 
the customer information are not limited to these, and 
any other information that pertains to the customers also 
may be included. 

[0071] It should be noted that the customer location 
refers to the location at which the customer is to be pro- 
vided with service by a customer service member, and 
in the case of the present embodiment, this is the loca- 
tion where that customer has set up and uses the meas- 
uring device. The customer code is a code that is 
uniquely assigned to each customer for the purpose of 
identifying the customers. Also, the device ID number is 
a number that has been uniquely assigned to each 
measurement device. 

[0072] Also, as schematically shown in Fig. 3, the cus- 
tomer service member database 24 stores information 
on each customer service member, including his name, 
customer service member code, the contact address of 
his terminal device 1 (telephone number and electronic 
mail address), and the latest position information and 
event information, for example, sent from his terminal 
device 1 . It should be noted that the items that are in- 
cluded in the customer service member information are 
of course not limited to these. 
[0073] The customer service member code is a code 
that is uniquely assigned to each customer service 
member As will be described later, the position informa- 
tion and the event information are transmitted to the 
claim processing system 2 at a predetermined timing 
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from the terminal device 1 of each customer service 
member. 

[0074] The claim database 25, as mentioned above, 
stores the claim data created in accordance with the 
5 content that is input by an operator of the claim reception 
computer 22 when a claim is received from a customer. 
The task report database 26 stores task reports from 
customer service members who have responded to cus- 
tomer claims. It should be noted that task reports are 
10 transmitted to the claim processing system 2 by the cus- 
tomer service members inputting the content of the task 
to their terminal device 1 after proceeding to the cus- 
tomer and performing a task. 
[0075] Next, the configuration and the operation ofthe 
is terminal devices 1 are described. 

[0076] Fig. 4 is a block diagram showing a schematic 
configuration of the terminal devices 1 . As shown in Fig. 
4, the terminal devices 1 are provided with a control por- 
tion 1 1 , a conversation processing portion 12, a commu- 
nications portion 13, a display portion 14, an input por- 
tion 1 5, a GPS receiver 1 6 (position information retrieval 
portion), and a data processing portion 17. 
[0077] The control portion 11 controls the overall op- 
eration of the terminal device 1. The conversation 
processing portion 12 allows the terminal device 1 to 
function as a portable telephone, and enables conver- 
sation with other terminal devices 1 or with other sub- 
scribing telephones, for example, via the communica- 
tions portion 1 3 and the wide-area communications net- 
work 10. The display portion 14 performs a variety of 
displays on a liquid crystal display 1a (see Fig. 1) of the 
terminal device 1. The input portion 15 receives event 
information or the like that is input by the customer serv- 
ice member. The data processing portion 1 7 processes 
input data that are obtained through the input portion 15 
or data that are received via the communications portion 
13. 

[0078] Fig. 5 is a flowchart showing the operation of 
the terminal device 1 . It should be noted that of the op- 
eration modes of the terminal device 1 , Fig. 5 illustrates 
only the three modes "input event," "receive dispatch 
command, 0 and "report task," however, the operation 
modes of the terminal device 1 are not limited to these. 
For example, in addition to these three modes, the ter- 
minal device 1 can for example also have a mode for 
functioning as a portable telephone, a mode for creating 
work estimates to submit to the customer, and a mode 
for sending and receiving electronic mail. 
[0079] First, the operation of the "Input event" mode 
will be described. The process ofthe "input event" mode 
is executed by customer service members so as to notify 
the customer support center before they start a prede- 
termined event, such as before starting to work at the 
customer location, before taking a break, or before 
changing locations. When the customer service mem- 
ber selects and executes "input event" from the menu 
screen of the terminal device 1 , the control portion 11 
detects this through the input portion 15 and advances 
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the process from step S1 to step S11 . 
[0080] In step S11, the control portion 11 sends a 
command to the input portion 15 to make it receive the 
input of event information by the customer service mem- 
ber. At this time, the control portion 11 sends a command 
to the display portion 14 to display a screen listing the 
event information on the liquid crystal display 1a. The 
customer service member selects and inputs the event 
information that expresses his status from this list. 
[0081 ] Next, the control portion 1 1 sends a command 
to the GPS receiver 1 6 to make it retrieve GPS informa- 
tion representing the current location of the terminal de- 
vice 1 (step S12). Then, the control portion 11 sends a 
command to the data processing portion 17, making it 
create transmission data that include the event informa- 
tion input in step S11 , the GPS information that are ob- 
tained in step S12, arid the customer service member 
code indicating the customer service member (step 
S13). 

[0082] Under the control of the control portion 1 1 , the 
data that are created are sent from the data processing 
portion 17 to the communications portion 13 and are 
transmitted to the dispatch order computer 21 via the 
wide-area communications network 10 (step SI 4). It 
should be noted that it is possible to use electronic mail 
or the like as the transmission means of step S14. When 
the data transmission of step S14 is over, the control 
portion 11 returns the procedure to step S1 . 
[0083] Next, the operation of the "receive dispatch 
command" mode will be described. The process of the 
"receive dispatch command" mode is a process in which 
a customer service member to be dispatched to the cus- 
tomer is selected in the customer support center, and 
the process is executed on the terminal device 1 when 
a dispatch command has been transmitted to the termi- 
nal device 1 of that customer service member. Although 
described later, it should be noted that the above-men- 
tioned dispatch command is transmitted from the dis- 
patch order computer 21 of the customer support center 
to the terminal device 1 of the customer service member 
through electronic mail or the like. 
[0084] When the control portion 11 detects that there 
has been a dispatch command from the dispatch order 
computer 21 , it sends a command to the communica- 
tions portion 13 to receive the dispatch command data 
(step S21). Next, the control portion 11 sends a com- 
mand to the display portion 14 to obtain the dispatch 
command data that were received by the command por- 
tion 13 and displays the content of the data on the liquid 
crystal display 1a (step S22). 
[0085] It is desirable for the customer support center 
to confirm that the customer service member to whom 
it transmitted the dispatch command data has agreed to 
the dispatch command. Thus, the control portion 11 
sends a command to the display portion 1 4 to display, 
on the liquid crystal display 1a, a message or the like 
urging the customer service member to carry out con- 
firmation input to confirm that he has agreed to the dis- 



patch command. 

[0086] When the customer service member carries 
out the confirmation input by responding to this mes- 
sage, the input portion 1 5 receives this input (step S23), 

5 and under the control of the control portion 11 , the data 
processing portion 17 creates transmission data for 
transmitting the confirmation input to the dispatch order 
computer 21 (step S24). It should be noted that the cus- 
tomer service member code for identifying the customer 

10 service member is attached to the transmission data as 
well. 

[0087] The data that are created are sent to the com- 
munications portion 1 3 from the data processing portion 
17 under the control of the control portion 11, and are 

is transmitted to the dispatch order computer 21 over the 
wide-area communications network 10 (step S25). It 
should be noted' that electronic mail or the like can be 
used as the transmission means of step S25. When the 
data transmission of step S25 is over, the control portion 

20 11 returns the procedure to step S1. 

[0088] Next, the operation of the "report task" mode 
will be described. The process of the "report task" mode 
is executed when the customer service member that is 
dispatched to the customer reports the content of his 

25 task to the customer support center after he has finished 
his task. When the customer service member selects 
and executes "report task" from the menu screen of the 
terminal device 1, the control portion 11 detects this 
through the input portion 1 5 and advances the proce- 

30 dure from step S1 to step S31 . 

[0089] In step S31, the control portion 11 sends a 
command to the input portion 15 to receive the input of 
the task report by the customer service member. Next, 
in order to send the task report that is input in step S31 

35 to the dispatch order computer 21 , the control portion 
11 sends a command to the data processing portion 1 7 
to create transmission data by attaching the customer 
service member code to the task report (step S32). 
[0090] The data that are created are sent to the com- 

40 munications portion 1 3 from the data processing portion 
17 under the control of the control portion 11, and are 
transmitted to the dispatch order computer 21 over the 
wide-area communications network 10 (step S33). It 
should be noted that electronic mail or the like can be 

45 used as the transmission means of step S33. When the 
. data transmission of step S33 is over, the control portion 
11 returns the procedure to step S1 . 
[0091] When the dispatch order computer 21 receives 
the task report from the terminal device 1 , it converts the 

50 task report that is received to a format that is suitable 
for storage in the task report database 26 and sends it 
to the task report database 26, storing it there. Although 
described later, it should be noted here that when the 
customer service member performs tasks at the cus- 

55 tomer location, the task report data that are stored in the 
task report database 26 are used as reference cases for 
improving work efficiency. 

[0092] Fig. 6 schematically shows an example of task 
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report data stored in the task report database 26. As 
shown, the task report data stored in the task report da- 
tabase 26 include the customer service member code 
of the customer service member in charge of the task, 
the reception number of the claim serving as the 5 
grounds for the task, the customer code, the model and 
device ID of the measuring device to which the task is 
performed, the type and content of the claim, and the 
cause for the claim and the method of response to the 
claim. It should be noted that the items included in the io 
task report data are not limited to these, and it is also 
possible to freely include other items, such as the error 
code in a case where the claim is mechanical failure. 
[0093] Next, the processing procedure, for example, 
of the present customer service support system in a is 
case where a claim is made by a customer is described 
with reference to Figs. 7 to 13. 
[0094] A customer using the measuring device con- 
tacts the customer support center of the manufacturer 
of the measuring device by telephone if the measuring 20 
device is broken or if he has a question regarding how 
to use it, for example. In the customer support center, a 
reception operator handles the telephone call from the 
customer, asks the customer's name, address, and tel- 
ephone number, the model and the device ID of the 25 
measuring device used by the customer, and the nature 
of the claim, and inputs these to the claim reception 
computer 22. 

[0095] It should be noted that of these items, it is not 
absolutely necessary that the operator ask and input all 30 
the items other than the nature of the claim. This is be- 
cause customer information on ail customers is stored 
in the customer information database 23, as mentioned 
earlier, and thus as long as at least one item that can be 
used to identify the customer (for example, his name or 35 
telephone number) is acquired from the customer, it is 
possible to obtain other items of the customer informa- 
tion from the customer information storage portion 25. 
[0096] Here, Fig. 7 shows a functional configuration 
of the claim reception computer 22 . The claim reception 40 
computer 22 is provided with a control portion 221 , a 
communications portion 222, a display processing por- 
tion 223, an input portion 224, a data processing portion 
225, a clock 226, and a reception number assigning por- 
tion 227. 45 
[0097] The control portion 221 controls the overall op- 
eration of the claim reception computer 22. The com- 
munications portion 222 sends and receives data to and 
from the dispatch order computer 21 and the customer 
information database 23, for example, via the LAN 27. 50 
The display processing portion 223 controls the screen 
display of the display 22a. The input portion 224 re- 
ceives key input from the keyboard 22b. The data 
processing portion 225 processes data or the like re- 
ceived by the input portion 224. The clock 226 is provid- 55 
ed to obtain date and time information. The reception 
number assigning portion 227 assigns a unique number 
to each claim that is received by the reception operator. 
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[0098] Fig. 8 shows an example of the customer claim 
reception screen that is displayed on the display 22a of 
the claim reception computer 22 by the display process- 
ing portion 223. The reception operator calls up the cus- 
tomer claim reception screen when a claim is received 
from a customer by telephone. At this time, the display 
processing portion 223 obtains date and time informa- 
tion from the clock 226 and obtains a reception number 
from the reception number assigning portion 227, and 
displays these on a reception time field 51 and a recep- 
tion number field 52. 

[0099] In a claim type check field 53, the reception op- 
erator clicks one of a claim regarding maintenance or 
repair of the measuring device (machine claim), a busi- 
ness-related claim regarding the contract or the like 
(business-related call), and a question regarding the op- 
eration, for example, of the measuring device (technical 
inquiry), to correspond to the nature of the telephone 
call from the customer. 

[01 00] The model name of the customer's measuring 
device is input to a model field 54 and the device ID of 
the customer's measuring device is input to an input ID 
field 55. It should be noted that the model field 54, for 
example, is provided with a button 54a for displaying a 
pull-down menu, on which a list of the device model 
names provided by the manufacturer is displayed, so 
that the model can be selected from this list. 
[01 01 ] To a customer claim location input field 56 are 
input the state in which the customer resides, customer 
name, customer code, address, telephone number, de- 
partment name, name of technician in charge, and ex- 
tension number. As described earlier, it should be noted 
that it is possible to adopt a configuration in which only 
information that allows a customer to be uniquely deter- 
mined (such as customer name or telephone number) 
are required input items, and other items may be ob- 
tained from the customer information database 23. 
[0102] If the type of customer claim is a "machine 
claim," then that information is input to a claim content 
input field 57. The response speed for the claim is input 
to a response speed input field 58. 
[0103] When the input of data to the customer claim 
reception screen is over, then, under the control of the 
control portion 221, the data processing portion 225 
converts the data that are input into claim data having 
a format that is suited for storage in the claim database 
25, and sends them to the claim database 25, via the 
communications portion 222, storing them there. 
[0104] Here, Fig. 9 schematically shows an example 
of claim data created by the data processing portion 225 
and stored in the claim database 25. As shown, the 
claim data include, the reception date and time, recep- 
tion number, customer code, model and device ID of the 
measuring device, claim type, claim content, and re- 
sponse speed, for example, for each claim from a cus- 
tomer. It should be noted that the items included in the 
claim data are not limited to these. 
[0105] Also, if the response speed for the claim that 
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is input to the response input field 58 is "urgent," then 
the control portion 221 sends dispatch request data to 
the dispatch order computer 21 to report that a claim 
requiring an immediate response has been received. 
The dispatch request data include the customer code s 
and the reception number of the claim. As is described 
below, when the dispatch order computer 21 receives 
the dispatch request data it starts a process for dispatch- 
ing a customer service member to the customer location 
from which the claim was made. io 
[01 06] Hereinafter, the process through which the dis- 
patch order computer 21 dispatches a customer service 
member is described in detail. 
[0107] First, the configuration of the dispatch order 
computer 21 is shown in Fig. 10. The dispatch order is 
computer 21 is provided with a control portion 211, a 
communications portion 212, an input portion 213, a 
support processing portion 214, an information provi- 
sion portion 215, and a map creation portion 216. 
[0108] The control portion 21 1 controls the overall op- 20 
eration of the dispatch order computer 21 . The commu- 
nications portion 212 sends and receives data to and 
from the claim reception computer 22 and the customer 
information database 23, for example, via the LAN 27. 
The input portion 213 receives key input from the key- 25 
board 21b. 

[01 09] The support processing portion 21 4 is for car- 
rying out a process for supporting the selection of a cus- 
tomer service member to dispatch to the customer, and 
in this embodiment includes a display processing por- 30 
tion 214a for controlling the display state of the display 
21a and a dispatch order portion 214b for sending dis- 
patch orders to customer service members that are se- 
lected by the operator. 

[01 1 0] The information provision portion 215 extracts 35 
useful information for the task, for example, of the cus- 
tomer service member (dispatch staff member informa- 
tion) from past task report data stored in the task report 
database 26, and provides this to the terminal device 1 
of the customer service member. The map creation por- *o 
tion 21 6 includes a map information storage portion 216 
storing map image information, and is for creating map 
image information of a predetermined region around the 
customer location. 

[0111] Fig. 11 is a flowchart showing the operation of 45 
the dispatch order computer 21 . 
[0112] When the control portion 211 of the dispatch 
order computer 21 receives the above-mentioned dis- 
patch request data from the claim reception computer 
22, it first sends a command to the communications por- so 
tion 222 to access the customer information database 
23 using the customer code included in the dispatch re- 
quest data as a search key and obtain the customer in- 
formation for that customer (step S41). 
[0113] Next, the control portion 211 sends a com- 55 
mand to the map creation portion 21 6 to create map im- 
age information for displaying a map of a predetermined 
region around the customer on the display 21a (step 



542) . The map creation portion 216 extracts the position 
information (latitude and longitude) of the customer from 
the customer information obtained in step S41, and 
based on this position information, obtains map image 
information of a predetermined region around the cus- 
tomer from the map information storage portion 216a. 
[0114] It should be noted that in step S42 it is prefer- 
able that the map information creation portion 21 6 cre- 
ates map image information so that the customer is lo- 
cated in the center of the screen of the display 21 a. For 
example, when the longitude and latitude of the custom- 
er are (x, y), this can be achieved by obtaining map im- 
age information for a region in which the longitude is the 
range of x±a and the latitude is the range of y+p, where 
a and p are predetermined degrees, from the map in- 
formation storage portion 21 6a. 

[0115] Thus, by displaying the customer location in 
the center of the screen of the display 21 a, the operator 
of the dispatch order computer 21 can ascertain the po- 
sitional relationships between the customer and each 
customer service member in a single glance without 
scrolling the screen, making selection of a customer 
service member to be dispatched easy. 
[0116] Also, the control portion 211 orders the com- 
munications portion 212 to access the customer service 
member information database 24 and extract informa- 
tion on which of all the customer service members are 
in a predetermined region around the customer (step 

543) . This can be achieved by extracting the position 
information (longitude X, latitude Y) included in the cus- 
tomer service member information from the customer 
service member information database 24 so that 

x+oc 

and 

y-P ^ Y ^ y+p 

if the predetermined region around the customer has a 
longitude in the range of x±a and a latitude in the range 
of y±p as mentioned above. 

[01 1 7] Next, the control portion 21 1 sends the map im- 
age information and the customer service member in- 
formation obtained in step S42 and step S43 to the dis- 
play processing portion 214a and displays them on the 
display 21a (step S44). The display processing portion 
214a displays a map of the area surrounding the cus- 
tomer on the display 21a based on the map image in- 
formation, and based on the customer service member 
information, displays markings representing each cus- 
tomer service member in the area around the customer 
at the locations of the customer service members on the 
map that is displayed on the display 21a. 
[0118] Here, an example of the display state of the 
display 21a resulting from the processing of step S44 is 
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shown in Fig. 12. In Fig. 12, a star-shaped marking 61 
displayed in the center of the screen of the display 21 a 
represents the location of the customer. Circular mark- 
ings 62 each represent the location of a customer serv- 
ice member in the vicinity of the customer, and balloon 5 
graphics 63 shown next to the circular markings 62 rep- 
resent the current status of each customer service mem- 
ber. 

[01 1 9] The name of staff in charge, status, and report 
time shown in the balloon graphics 63 are extracted from 10 
the customer service member information obtained from 
the customer service member information database 24 
in step S43 and displayed by the display processing por- 
tion 214a in step S44. 

[0120] It should be noted that the example screen is 
shown in Fig. 12 is only one example, and various 
changes can be made to the appearance of the display 
on the display 21a. For example, Fig. 12 shows all the 
customer service members that are in the area around 
the customer, but conceivably the display could be lim- 20 
ited to customer service members that can be dis- 
patched (for example, customer service members with 
no tasks scheduled next). Also, Fig. 12 shows the status 
of the customer service members using the balloon 
graphics 63, however, another conceivable approach is 25 
to assign different colors to the circular markings 62 rep- 
resenting the customer members to correspond to the 
status of the customer service members. 
[0121] As shown above, by displaying on the display 
21a the location and the status of customer service 30 
members in the area around the customer, the operator 
of the dispatch order computer 21 can select the cus- 
tomer service member who can most quickly reach the 
customer. By for example clicking the circular marking 
62 representing the selected customer service member 35 
on the display 21 , the operator can input the fact that 
the customer service member has been selected. 
[0122] The control portion 211 receives the input of 
the operator selecting a customer service member via 
the input portion 213 (step S45), and sends a command *o 
to the dispatch order portion 214b to create a dispatch 
order for the selected customer service member (step 
S46). Under the control of the control portion 211 , the 
dispatch order that is created is sent to the communica- 
tions portion 21 2 and is then transmitted to the terminal <s 
device 1 of the selected customer service member 
through electronic mail or the like (step S47). It should 
be noted that the address for the dispatch order (elec- 
tronic mail address of the terminal device 1 of the cus- 
tomer service member) is obtained from the customer so 
service member information database 24. 
[0123] It should be noted that in step S46, the dispatch 
order portion 214b includes the customer information 
obtained in step S41 in the dispatch order. Also, the dis- 
patch order portion 21 4b accesses the claim database 55 
25 via the communications portion 21 2, using the claim 
reception number included in the dispatch request data 
from the claim reception computer 22 as the search key, 
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to obtain the content of the claim, and includes this in 
the dispatch order. 

[0124] Thus, the customer service member that re- 
ceives the dispatch order can obtain information relating 
to the dispatch location (customer location) and the con- 
tent of the claim. Also, for example, the customer infor- 
mation included in the dispatch order includes position 
information on the customer location (longitude and lat- 
itude), so that if the terminal device 1 of the customer 
service member is given a navigation function, then that 
position information can be used to determine the route 
to the customer and the time required, for example. 
[0125] It should be noted that in step S46 it is prefer- 
able that information useful for the task at the customer 
location (dispatch staff member support information) is 
added to the dispatch order that is created by the dis- 
patch order portion 214b. This information is extracted 
from the task report data, which are stored in the task 
report database 26, by the information provision portion 
215, and is for example a record of past service at that 
customer location, such as the content of the action per- 
formed to counter past trouble with the measuring de- 
vice at the customer location. 
[0126] Thus, work efficiency is improved because the 
customer service member can perform his task with ref- 
erence to past cases. Also, even if a different customer 
service member from last time is dispatched, the past 
case can be referenced so as to maintain a constant 
quality of service for the customer. 
[0127] It should be noted that the information also 
may be a record of the procedure performed at another 
customer location for a case that is identical to the cur- 
rent claim. Accordingly, this is advantageous because it 
for example allows the approach to problems occurring 
at different customer locations using the same measur- 
ing device to be referenced, which increases the work 
efficiency of the customer service members, and by 
sharing information among all the customer service 
members, the quality of service to the customer can be 
improved. 

[0128] Also, it is preferable that the customer service 
member who has received a dispatch order inputs his 
expected time of arrival at the customer location to 
which he is dispatched into his terminal device 1 , and 
transmits this to the dispatch order computer 21. It 
should be noted that the expected time of arrival can be 
estimated not only through a subjective assessment by 
the customer service member but also by the G PS func- 
tion of the terminal device 1 . Also, a system in which the 
time of arrival is estimated by providing the terminal de- 
vice 1 with a VICS (vehicle information and communi- 
cation system) compatible function may also be adopt- 
ed. 

[01 29] Thus, the expected time of arrival is transmit- 
ted to the dispatch order computer 21 , and by commu- 
nicating the expected time of arrival at the customer ei- 
ther through the dispatch order computer 21 or the op- 
erator of the dispatch order computer 2 1 , customer serv- 
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ice can be improved. 

[01 30] The above description was made using an ex- 
ample in which the addresses or the like of customers 
are stored in the customer information database 23 in 
advance, and when there is a claim from a customer, s 
information on that customer's address or the like is ob- 
tained from the customer information database (see 
step S41 ), however, it is also possible to obtain position 
information on the customer location through a position 
information system, such as the one that will be de- io 
scribed in detail in the second embodiment, that is, the 
address or the like of the customer can be obtained 
based on the sender telephone number of the customer. 
[01 31 ] Also, in the above description, in step S45 the 
operator selected a customer service member to be dis- « 
patched after viewing the display on the display 21a, 
however, it is also possible for the dispatch order com- 
puter 21 to perform the process of selecting a dispatch- 
able customer service member. It should be noted that 
it is not necessary for the dispatch order computer 21 to 20 
always specify a single customer service member to be 
dispatched, and a process such as narrowing down can- 
didates being performed by the dispatch order computer 
21 with the final decision made by an operator may be 
used. 25 
[0132] In this case, the support processing portion 
214 is provided with a selection portion 214c for select- 
ing customer service members to be dispatched, as 
shown in Fig. 13. The selection portion 21 4c selects cus- 
tomer service members that can be dispatched to the so 
customer location based on the position information and 
the event information of each customer service member, 
which are included in the customer service member in- 
formation stored in the customer service member infor- 
mation database 24. 35 
[0133] As described in the foregoing, the customer 
service support system of the present embodiment al- 
lows the position and the current status of each custom- 
er service member to be determined in the customer 
support center because the position information of the 40 
customer service members and the event information 
showing the state of the customer service members are 
sent to the claim processing system 2 through the ter- 
minal devices 1 carried by the customer service mem- 
bers. This allows the customer support center to select 45 
the customer service member that can arrive at the cus- 
tomer location the quickest. 

[0134] It should be noted that the embodiment de- 
scribed above does not limit the present invention, and 
can be altered in various ways within the scope of the so 
present invention. 

[0135] For example, in the above example, the dis- 
patch staff members were selected based on only their 
position information and their current status, however, 
other conditions in addition to these conceivably also 55 
could be taken into account. For example, items such 
as the qualifications and the skill level of each customer 
service member may be added to the customer service 



member information stored in the customer service 
member information database 24, and these items can 
be used to select customer service members that are 
capable of handling the claim from the customer. 
[0136] Furthermore, the claim processing system 2 of 
the customer service center was illustratively shown in- 
cluding two computers and various databases connect- 
ed by a LAN, however, the physical configuration of this 
system is not limited to this example, and the system 
may be a more dispersed system or alternatively may 
be a concentrated system that employs a mainframe 
computer (host computer). Also, the positioning system 
was illustratively described using a GPS, however, it 
may also use a PHS (personal handyphone system), for 
example. 

[0137] Moreover, the above embodiment was de- 
scribed using an example in which the terminal devices 
1 transmit event information together with position infor- 
mation to the claim processing system 2 with each in- 
stance that the customer service members input event 
information. However, the method for transmitting the 
position information and the event information is not lim- 
ited to this. 

[0138] For example, a configuration can be adopted 
in which the terminal devices 1 periodically transmit only 
position information and transmit event information 
each time event information is input. Alternatively, rather 
than the terminal devices 1 automatically performing a 
transmission to the claim processing system 2, the claim 
processing system 2 can send periodic requests for the 
transmission of position information to the terminal de- 
vices 1 , which receive these transmission requests and 
transmit position information. 
[01 39] Also, it is not absolutely necessary that the ter- 
minal devices 1 are provided with a portable telephone 
function, and for example may be achieved by a portable 
computer, such as a palm-top computer or a notebook 
computer. 

Second Embodiment 

[0140] Another embodiment of the present invention 
is described below with reference to the drawings. 
[01 41 ] As shown in Fig. 1 4, a position information sys- 
tem 101 makes up a portion (sub-system) of a customer 
service support system 1 00. The customer service sup- 
port system 100 is a system run by the manufacturer of 
measuring devices, for example, and is used to quickly 
dispatch a sales representative or a repairservice mem- 
ber or the like (hereinafter, referred to as "dispatch staff 
members' 1 ) to a user of the device, for example, when a 
telephone call is received from the user. 
[0142] The position information system 101 in the 
customer service support system 100 specifies the po- 
sition information (latitude and longitude, for example) 
of the customer location based on his sender telephone 
number when a call is received from a telephone 1 03 of 
that customer through a telephone network 102. With 
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the customer service support system 1 00, a map of the 
customer location is displayed on a display 136 based 
on the position information that is obtained by the posi- 
tion information system 101 . 

[0143] On this map are displayed the locations, forex- 5 
ample, of dispatch staff members present in the vicinity 
of the customer, and by an operator viewing the map on 
the display 136 and selecting an appropriate dispatch 
staff member, a dispatch order is sent to a portable ter- 
minal 1 04 of the dispatch staff member that is selected. io 
[0144] It should be noted that each dispatch staff 
member transmits information on his current location 
and work status or the like (dispatch staff member infor- 
mation) at a periodic or appropriate timing using his port- 
able terminal 104, so that the display 136 always can '5 
show the most recent status of the dispatch staff mem- 
bers. 

[0145] The portable terminal 104 includes an elec- 
tronic mail function in addition to a portable telephone 
function, and its electronic mail function is used to trans- 20 
mit information on the name of the dispatch staff mem- 
ber, his current location, and his current status to a dis- 
patch staff member information update portion 133 of 
the customer service support system 1 00. It should be 
noted that the telephone network 1 02 includes a mobile 25 
communications network and allows communication 
between the customer service support system 100 as a 
fixed station and the portable terminals 104 as mobile 
stations. 

[0146) Hereinafter, the configuration and the opera- 30 
tion of the position information system 1 01 and the cus- 
tomer service support system 1 00 using the position in- 
formation system 101 are described in detail with refer- 
ence to the drawings. 

[0147] Fig. 14 is a block diagram showing the func- 35 
tional configuration of the position information system 
101 and the customer service support system 100 in 
which it is included. 

[01 48] As shown in Fig. 1 4, the customer service sup- 
port system 1 00 is provided with the position information 40 
system 101, a customer database (DB) 131, a display 
control portion 132, the dispatch staff member informa- 
tion update portion 133, a dispatch staff member infor- 
mation database 134, a dispatch order portion 135, the 
display 136, an input device 137 such as a keyboard, ^ 
and a map database 138. 

[0149] The customer database 131 stores various 
types of information, including customer name, tele- 
phone number, customer address, and the position in- 
formation (latitude and longitude, for example), on cus- 50 
tomers that have previously registered as users. The 
dispatch staff member information database 134 stores 
dispatch staff member information on each dispatch 
staff member, including information on that staff mem- 
ber's name, identification number, contact address (tel- 55 
ephone number and electronic mail address) of his port- 
able terminal 104, and the latest position information 
sent from the portable terminal 1 04 of that dispatch staff 



member. 

[01 50] The display control portion 1 32 displays a map 
on the display 136 based on the position information of 
the customer location that is obtained from the position 
information system 101 , the dispatch staff member in- 
formation, and the map images stored in the map data- 
base 138. The dispatch staff member information up- 
date portion 133 carries out a process for updating the 
information stored in the dispatch staff member informa- 
tion database 134 based on the most recent dispatch 
staff member information sent from the portable termi- 
nals 104 of the dispatch staff members. 
[0151] The dispatch order portion 135 performs a 
process for transmitting a dispatch order to the portable 
terminal 104 of the dispatch staff member selected by 
the operator. Any display device can be used as the dis- 
play 136, as long as it is capable of displaying images. 
The input device 137 is not limited to a keyboard, and 
any input device can be used as the input device 137. 
It should be noted that the display 1 36 and the input de- 
vice 137 can be configured as a single unit, such as a 
touch -pan el type display. 

[01 52] The position information system 1 01 is provid- 
ed with a telephone number obtaining portion 110, a us- 
er location obtaining portion 120, a telephone number/ 
address database 113, and an address/position infor- 
mation database 1 1 4. 

[0153] The telephone number obtaining portion 110 
uses the sender telephone number notification service 
provided by the telephone network 1 02 to obtain the tel- 
ephone number of the telephone 103 of a customer 
when a call is received from the telephone 1 03, and out- 
puts this to the user location obtaining portion 1 20. The 
telephone number/address database 113 stores tele- 
phone numbers and addresses corresponding to each 
telephone number, and is structured so that addresses 
can be specified using the telephone numbers as search 
keys. The address/position information database 114 
stores addresses and position information (longitude 
and latitude, for example) on those addresses, and is 
structured so that position information can be specified 
using the addresses as search keys. 
[0154] The user location obtaining portion 120 in- 
cludes an address search portion 121 , a position infor- 
mation search portion 122, and a customer database 
search portion 123, and uses the customer database 
131, the telephone number/address database 113, and 
the address/position information database 114 to obtain 
position information on a customer location from the tel- 
ephone number of that customer, which is obtained by 
the telephone number obtaining portion 110. 
[0155] It should be noted that of the blocks mentioned 
above, the telephone number obtaining portion 1 1 0, the 
user location obtaining portion 1 20, the display control 
portion 132, the dispatch staff member information up- 
date portion 1 33, and the dispatch order portion 1 35 are 
achieved by a CPU operating according to predeter- 
mined programs. Also, the databases mentioned above 
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are achieved by storage devices such as hard disks. 
[01 56] Here, the operation of the position information 
system 101 is described with reference to Fig. 15. 
[0157] When a telephone call is received from the tel- 
ephone 103 of a customer, then, as described above, s 
the telephone number obtaining portion 110 uses the 
sender telephone number notification service provided 
by the telephone network 102 to obtain the telephone 
number of the telephone 103 of the customer (step 
S101). The telephone number that is obtained is passed 10 
on to the user location obtaining portion 120. 
[01 58] Next, in the user location obtaining portion 1 20, 
the customer DB search portion 123 searches the cus- 
tomer database 131 using the telephone number that is 
obtained in step S1 01 as the search key and determines 15 
whether data on that customer have already been reg- 
istered (step S1 02). Here, if data on that customer have 
been registered (YES in step S102), then the position 
information (latitude and longitude, for example) of that 
customer is extracted from that record (step S1 03). 20 
[0159] On the other hand, if the outcome in step S 102 
is NO, then first the address search portion 121 search- 
es the telephone number/address database 113 using 
the telephone number obtained in step S1 01 as a search 
key, and extracts the address corresponding to that tel- 25 
ephone number (step S104). 
[0160] Next, the position information search portion 
122 searches the address/position information data- 
base 114 using the address obtained in step S 104 as a 
search key, and extracts the position information corre- 30 
sponding to that address (step S1 05). 
[0161] Then, the user position information obtaining 
portion 1 20 outputs the position information obtained in 
step S103 or step S105 to the display control portion 
1 32 (step S1 06), and the procedure is ended. 35 
[01 62] The operation of the customer service support 
system 1 00 after the position information of the custom- 
er is specified by the position information system 101 as 
above is shown in Fig. 16. 

[0163] Here, the display control portion 132 searches 40 
the dispatch staff member information database 134 
based on the customer position information that is spec- 
ified by the position information system 101 and obtains 
information on dispatch staff members in the vicinity of 
that customer (step S111). The display control portion 45 
1 32 also searches the map database 1 38 based on the 
position information and obtains map images of the area 
surrounding the customer (step S112). Then, based on 
these, the display control portion 1 32 displays a map of 
the area surrounding the customer on the display 136 so 
(step S1 13). 

[0164] It should be noted that here it is preferable that 
the customer is displayed positioned in the middle of the 
screen of the display 136. For example, if the longitude 
and latitude of the customer are (x, y) when map images 55 
are obtained in step S112, then this can be achieved by 
obtaining map image information of a region in which 
the longitude is the range of x±a and the latitude is the 



range of y±p, where a and p are predetermined de- 
grees, from the map database 138. Thus, by displaying 
the customer location in the center of the screen, the 
operator can ascertain the positional relationships be- 
tween the customer and each dispatch staff member in 
a single glance without scrolling the screen, making se- 
lection of a staff member to be dispatched easy. 
[01 65] The process of step S1 1 1 can be achieved by 
extracting the position information (longitude X, latitude 
Y) included in the dispatch staff member information 
from the dispatch staff member information database 
134 so that 

x-a ^ X ^ x+a 

and 

y-p ^ Y ^ y+p 

if, for example, the predetermined region around the 
customer has a longitude in the range of x±a and a lat- 
itude in the range of y±p as mentioned above. 
[0166] An example of the map shown on the display 
136 is shown in Fig. 12. In Fig. 12, a star-shaped mark- 
ing 61 displayed in the center of the screen represents 
the location of the customer. Circular markings 62 each 
represent the location of a dispatch staff member in the 
vicinity of the customer, and balloon graphics 63 shown 
next to the circular markings 62 express the current sta- 
tus of each customer service member. 
[01 67] The name of staff in charge, status, and report 
time shown in the balloon graphics 63 are displayed 
based on the dispatch staff member information ob- 
tained from the dispatch staff member information data- 
base 134 in step S111. 

[0168] It should be noted that the example screen 
shown in Fig. 12 is only one example, and various 
changes can be made to the appearance of the display 
on the display 136. For example, Fig. 12 shows ail dis- 
patch staff members in the area around the customer, 
but conceivably the display could be limited to staff 
members that can be dispatched (for example, those 
with no tasks scheduled next). Also, Fig. 12 shows the 
dispatch staff member information using the balloon 
graphics 63, however, another conceivable approach is 
to assign different colors to the circular markings 62, 
which represent the location of the dispatch staff mem- 
bers, to correspon d to the task and the status of the each 
dispatch staff member. 

[0169] Thus, by displaying the location and the status 
of dispatch staff members in the vicinity of the customer 
on the display 136, the operator can select the dispatch 
staff member who can most quickly arrive at the cus- 
tomer location. By for example operating the input de- 
vice 137 and clicking the circular marking 62 represent- 
ing the selected dispatch staff member on the display 
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1 36, the operator can input that the dispatch staff mem- 
ber has been selected. 

[0170] When this input is performed (YES in step 

5114) , the dispatch order portion 135 receives this se- 
lection input and transmits a dispatch order to the cus- 
tomer service member that has been selected (step 

5115) . The dispatch order is achieved by automated 
voice or electronic mail, for example. It should be noted 
thatthetelephone number or the electronic mail address 
of the portable terminal 1 04 of the dispatch staff member 
that is selected, which serves as the destination for the 
dispatch order, is obtained from the dispatch staff mem- 
ber information database 134. 

[0171] Thus, with the customer service support sys- 
tem 100 according to this embodiment, when a tele- 
phone call is received from a customer, a map of the 
area surrounding the customer is displayed based on 
the telephone number of the telephone 103 of the cus- 
tomer, and the location and the status of dispatch staff 
members near the customer are displayed in the map, 
allowing an appropriate dispatch staff member to be 
quickly selected and dispatched to the customer loca- 
tion. 

[0172] Also, the position information system 101 ob- 
tains the telephone number of the customer and speci- 
fies the position information of the customer based on 
this telephone number, so that the location of the cus- 
tomer can be determined quickly, even if a communica- 
tion is received from a new customer, for example, who 
is not registered as a user. 

[0173] It should be noted that the present invention is 
not limited to the first and the second embodiments de- 
scribed above, and various alterations are possible with- 
in the scope of the invention. 

[0174] First, the position information system and the 
dispatch support system of the invention are not limited 
to the customer service support system (dispatch sup- 
port system) described in the present embodiment, and 
can be adopted for various applications. 
[0175] Also, in the above description, first the user lo- 
cation obtaining portion 1 20 searches the customer da- 
tabase 131 (step S102), and if the customer is already 
registered as a user, then the position information that 
has been registered is used (step S103), however, it is 
possible to omit steps S1 02 and S1 03 and always obtain 
the position information of the customer from the sender 
telephone number, regardless of whether the user is 
registered. 

[0176] Furthermore, in the above description, the po- 
sition information that is output from the position infor- 
mation system 101 to the display control portion 132 is 
latitudinal and longitudinal information, however, if the 
map database 138 is capable of using an address to 
extract map images of the area surrounding that ad- 
dress, then it is possible to adopt a configuration in 
which the address that is extracted from the telephone 
number/address database 113 using the telephone 
number as the search key is output to the display control 



portion 1 32. In this case, the position information search 
portion 122 and the address/position information data- 
base 114 shown in Fig. 14 can be obviated. 
[0177] It is also possible to adopt a configuration in 

5 which the portable terminals 1 04 are internally provided 
with a GPS (global positioning system) receiver for re- 
ceiving position information from a GPS, and position 
information obtained from the GPS is reportedtothe dis- 
patch staff member information update portion 133 by 

io electronic mail as the current location of the dispatch 
staff members. 

[0178] Also, the application for the position informa- 
tion system and the dispatch support system, for exam- 
ple, according to the present invention is not limited to 
15 the application of dispatching customer service mem- 
bers or the like for the purpose of performing after-serv- 
ice of a device, for example, that has been sold, and the 
present invention can find application in a wide variety 
of commercial fields, such as in (1) the dispatch of sales 
representatives, medical and pharmaceutical informa- 
tion representatives, or traveling salespersons, for ex- 
ample, for the purpose of sales and sales promotion ac- 
tivities, (2) the dispatch of garbage collectors, delivery 
persons, or cleaning representatives, for example, for 
the purpose of collecting items, and (3) the dispatch of 
or a delivery service for security guards, cleaning indus- 
try personnel, home nursing personnel, or babysitters, 
for example, for the purpose of providing various serv- 
ices at the dispatch location. Also, the various services 
at the dispatch location can be charge services or free 
services. 

[01 79] Also, in Fig. 1 4 an illustrative configuration was 
shown in which the various databases are provided in- 
side the customer service support system 1 00, however, 
this is not a limitation, and for example, it is also possible 
to use outside databases provided by a third party for 
the telephone number/address database 113, the ad- 
dress/position information database 114, and/or the 
map database 138. Also, the telephone number/ad- 
dress database 113 and the address/position informa- 
tion/database 114 can be configured as a single data- 
base. 

[01 80] Also, the customer service support system 1 00 
can be achieved as a concentrated system using a main 
frame computer (host computer) and storage devices 
on which the various databases are stored, however, it 
may also be a system in which the various functional 
blocks are suitably dispersed. In this case, the position 
information system 101 may be configured so as to op- 
erate on the same computer as the customer service 
support system 100, or may be achieved by an inde- 
pendent computer. 

[01 81 ] Also, the portable terminals 1 04 do not neces- 
sarily have to be provided with a portable telephone 
function, and for example can be achieved by a portable 
computer such as a palm-top computer or a notebook- 
type computer. 
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Industrial Applicability 

[01 82] As described above, with the present invention 
it is possible to provide a dispatch support system with 
which it is possible to quickly respond to customers or 5 
the like by specifying the location to which a dispatch is 
to be made based on the telephone number at the time 
a dispatch request is made. It is also possible to provide 
a dispatch support system with which appropriate staff 
members can be selected and dispatched when there io 
is a dispatch request, because the dispatch staff mem- 
bers transmit position information and event information 
representing their current status to a dispatch order 
computer of the dispatch support center from the termi- 
nal devices held by the dispatch staff members. is 



6. The position display system according to claim 4 or 
claim 5, further comprising a mobile information 
storage portion storing mobile information that is 
transmitted from mobile terminals and that includes 
position information on the mobile terminals, 

wherein the display control portion displays 
markings representing the mobile terminals on the 
map of the display, based on the mobile information 
obtained from the mobile information storage por- 
tion. 

7. The position display system according to claim 6, 
wherein the mobile information further includes in- 
formation representing a current status of the per- 
son carrying the mobile terminal. 



Claims 

1 . A position information system comprising: 20 



8. A computer-readable storage medium, storing a 
program executing a process for obtaining a sender 
telephone number when a telephone call is re- 
ceived, and 



a telephone number obtaining portion for ob- 
taining a sender telephone number when a tel- 
ephone call is received; and 
a position information obtaining portion for ob- 
taining position information of the sender tele- 
phone using a database with which, from a tel- 
ephone number, a location where the tele- 
phone is installed can be specified. 

2. The position information system according to claim 
1 , wherein the position information is an address of 
the location where the sender telephone is installed. 

3. the position information system according to claim 
1, wherein the position information is latitude and 
longitude of the location where the sender tele- 
phone is installed. 

4. A position display system using the position infor- 
mation system according to any one of claims 1 to 
3, comprising: 

a display; 

a map database storing map image data; and 
a display control portion that, when a telephone 
call is received, obtains map image data on a 
region corresponding to position information 
from the map database and displays these on 
the display, based on the position information 
of the sender telephone that is obtained by the 
position information system. 

5. The position display system according to claim 4, 
wherein the map image data that are obtained from 
the map database are map image data in which the 
sender telephone is located in the center. 



obtaining position information on the sender 
telephone using a database with which a loca- 
tion where the telephone is installed can be 
25 specified from the telephone number. 

9. A computer-readable storage medium, storing a 
program executing a process for obtaining a sender 
telephone number when a telephone call is re- 

30 ceived, 

obtaining position information on the sender 
telephone using a database with which a loca- 
tion where the telephone is installed can be 

35 specified from the telephone number, 

obtaining map image data on a region corre- 
sponding to the position information using a 
map database storing map image data, and 
displaying obtained map image data on a dis- 

40 play. 

1 0. A dispatch support system including terminal devic- 
es carried by dispatch staff members and a man- 
agement device for supporting dispatch of the dis- 

45 patch staff members, 

wherein the terminal devices comprise: 

a position information obtaining portion for ob- 
taining information on its location from a posi- 

50 tioning system; 

an input portion for the dispatch staff members 
to input status data expressing their status; and 
a communications portion for transmitting posi- 
tion information obtained by the position infor- 

55 mation obtaining portion and status data input 

through the input portion, to the management 
device; 
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wherein the management device comprises: 

a communications portion that communicates 
with the terminal devices; 
a dispatch staff member information storage s 
portion storing dispatch staff member informa- 
tion on each dispatch staff member, including 
position information and status data received 
from the terminal devices; and 
a support processing portion that, when there 10 
is a request for dispatch, performs a process 
for supporting selection of a staff member to 
dispatch to a dispatch location based on dis- 
patch location information including position in- 
formation on the dispatch location and dispatch '5 
staff member information on the dispatch staff 
members that is obtained from the dispatch 
staff member information storage portion. 

1 1 . The dispatch support system according to claim 1 0, 20 
wherein the management device further comprises: 

a telephone number obtaining portion for ob- 
taining the sender telephone number when a 
telephone call is received, and 25 
a position information obtaining portion for ob- 
taining position information on the sender tele- 
phone using a database with which the tele- 
phone number and a location where the tele- 
phone is installed can be specified; and 30 

wherein the support processing portion uses 
position information obtained by the position infor- 
mation obtaining portion as position information on 
the dispatch location. 35 

12. the dispatch support system according to claim 10 
or claim 11, 

wherein the support processing portion in the 
management device includes a display and a dis- 40 
play control portion, and 

wherein the display control portion, when 
there is a dispatch request, displays a map of the 
area surrounding the dispatch location on a display 
in such a manner that the dispatch location is locat- ^ 
ed in a screen center portion based on the position 
information of that dispatch location, and also dis- 
plays markings representing dispatch staff mem- 
bers in the area surrounding the dispatch location 
at the locations of the dispatch staff members In the so 
map that is displayed on the display based on the 
position information of the dispatch staff members 
included in the dispatch staff member information. 

1 3. The dispatch support system according to claim 1 1 55 
or claim 12, wherein the display control portion sets 

the markings representing the dispatch staff mem- 
bers in the area surrounding the dispatch location 
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to a display condition corresponding to a status of 
the dispatch staff members based on status data of 
the dispatch staff members, which are included in 
the dispatch staff member information. 

14. The dispatch support system according to any one 
of claims 1 0 to 1 3, wherein the support processing 
portion in the management device further compris- 
es a selection portion for selecting an appropriate 
staff member to be dispatched to the dispatch loca- 
tion from the dispatch staff members in the area sur- 
rounding the dispatch location based on the dis- 
patch staff member information on each dispatch 
staff member, which is obtained from the dispatch 
staff member information storage portion. 

15. The dispatch support system according to any one 
of claims 1 0 to 1 4, wherein the management device 
further comprises an information provision portion 
for transmitting dispatch staff member support in- 
formation to the terminal devices of the dispatch 
staff members via the communications portion. 

1 6. The dispatch support system according to claim 15, 
wherein the dispatch staff member support informa- 
tion includes information relating to service cases 
at that dispatch location. 

17. The dispatch support system according to claim 1 5 
or claim 16, wherein the dispatch staff member sup- 
port information includes information relating to 
identical cases. 

18. A management device for communicating with ter- 
minal devices carried by dispatch staff members in 
a dispatch support system so as to support dispatch 
of the dispatch staff members, 

wherein the terminal devices transmit to the 
management device position information on their 
location obtained from a positioning system and 
status data that are input by the dispatch staff mem- 
ber and that represent a status of the dispatch staff 
member, 

the management device comprising: 

a communications portion for communicating 
with the terminal devices; 
a dispatch staff member information storage 
portion for storing dispatch staff member infor- 
mation on each dispatch staff member, includ- 
ing position information and status data re- 
ceived from the terminal devices; and 
a support processing portion that carries out a 
process for supporting selection of staff mem- 
bers to dispatch to the dispatch location, when 
there is a dispatch request, based on the dis- 
patch location information including position in- 
formation on the dispatch location, and dis- 
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patch staff member information on the dispatch 
staff members, which is obtained from the dis- 
patch staff member information storage por- 
tion. 

5 

19. The management device according to claim 18, 

wherein the support processing portion in- 
cludes a display and a display control portion, and 
wherein the display control portion, when 
there is a dispatch request, displays a map of the io 
area surrounding the dispatch location, based on 
the position information of the display location, on 
the display in such a manner that the dispatch loca- 
tion is located in a screen center portion, and dis- 
plays markings that represent dispatch staff mem- *5 
bers in the area surrounding the dispatch location 
at the locations of the dispatch members in the map 
that is displayed on the display, based on the posi- 
tion information of the dispatch staff members in- 
cluded in the dispatch staff member information. 20 
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25. A terminal device carried by each dispatch staff 
member in a dispatch support system that includes 
a management device for supporting dispatch of the 
dispatch staff members, 

wherein the management device comprises a 
communications portion for communicating with the 
terminal device and a dispatch staff member infor- 
mation storage portion storing dispatch staff mem- 
ber information that includes position information 
and status data received from the terminal device 
of each dispatch staff member, and when there is a 
dispatch request, the management device performs 
a process for supporting selection of a staff member 
to dispatch to a dispatch location based on dispatch 
location information including position information 
on the dispatch location and dispatch staff member 
information on the dispatch staff members, which is 
obtained from the dispatch staff member informa- 
tion storage portion; 

wherein the terminal device comprises: 



a position information obtaining portion for ob- 
taining position information of the terminal de- 
vice from a positioning system; 
25 an input portion with which the dispatch staff 

members input status data expressing their sta- 
tus; and 

a communications portion for transmitting posi- 
tion information obtained by the position infor- 
30 mation obtaining portion and status data input 

through the input portion to the management 
portion. 

26. The terminal device according to claim 25, wherein 
35 dispatch staff member support information is trans- 
mitted from the management device to the terminal 
device of the dispatch staff members, and 

wherein the terminal device further comprises 
a display, and receives the dispatch staff member 
40 support information through the communications 
portion and displays it on the display. 



20. The management device according to claim 18 or 
claim 19, wherein the display control portion sets 
the markings that represent the dispatch staff mem- 
bers in the area surrounding the dispatch location 
to a display condition that corresponds to a status 
of the dispatch staff members based on status data 
of the dispatch staff members included in the dis- 
patch staff member information. 

21. The management device according to any one of 
claims 1 8 to 20, 

wherein the support processing portion further com- 
prises a selection portion for selecting an appropri- 
ate staff member to be dispatched to the dispatch 
location from the dispatch staff members in the area 
surrounding the dispatch location based on the dis- 
patch staff member information on the dispatch staff 
members, which is obtained from the dispatch loca- 
tion staff member information storage portion. 

22. The management device according to any one of 
claims 18 to 20, further comprising an information 
provision portion for transmitting dispatch staff 
member support information to the terminal devices 
of the dispatch staff members via the communica- 
tions portion. 

23. The management device according to claim 22, 
wherein the dispatch staff member support informa- 
tion includes information relating to service cases 
at the dispatch location. 



27. The terminal device according to claim 26, wherein 
the dispatch staff member support information in- 

45 eludes information relating to service cases at the 
dispatch location. 

28. The terminal device according to claim 26 or 27, 
wherein the dispatch staff member support informa- 

50 tion includes information relating to identical cases. 



24. The management device according to claim 22 or 
claim 23, wherein the dispatch staff member sup- 55 
port information includes information relating to 
identical cases. 
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